
 
 
Patricia M. French 
Senior Attorney      300 Friberg Parkway 

Westborough, Massachusetts 01581 
       (508) 836-7394 
       (508) 836-7039 (facsimile) 
       pfrench@nisource.com
 
       September 14, 2006 
 
 
BY OVERNIGHT DELIVERY AND E-FILE 
 
Mary L. Cottrell, Secretary 
Department of Telecommunications and Energy 
One South Station 
Boston, MA  02110 
 
Re: Bay State Gas Company, D.T.E. 06-31
 
Dear Ms. Cottrell: 
 
 Enclosed for filing, on behalf of Bay State Gas Company (“Bay State”), please find Bay 
State’s responses to the following Information Requests: 
 
From the DTE: 
 
 DTE-BSG-3-5  DTE-BSG-3-6  DTE-BSG-3-23 
 

 
Please do not hesitate to telephone me with any questions whatsoever. 

 
 Very truly yours, 
 

 
       Patricia M. French 
 
cc:   Paul Osborne (DTE) 

A. John Sullivan (DTE) 
Alexander Cochis, Assistant Attorney General (4 copies) 

 Charles Harak, Esq. (UWUA) 
 Nicole Horberg Decter, Esq. (USW) 
 John K. Habib, Esq. 
 James Avery, Esq. 

mailto:pfrench@nisource.com


COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

THIRD SET OF INFORMATION REQUESTS FROM THE DTE 
D.T.E. 06-31 

 
Date: September 14, 2006 

 
Responsible: Danny G. Cote, General Manager, Operations 

 
 
DTE-BSG 3-5 Refer to the Company’s response to Exh. BSG 1-12.  Please 

provide complete details describing the Company’s Logistic Group, 
including (1) the number and title/function of all employees included 
in this group, (2) how they communicate between the different 
departments such as Billing Exceptions, the Contact Center and 
Metering and Service, and (3) the goals and policies of the group.  

 
RESPONSE:  

(1) Bay State has eleven (11) Logistic Coordinators who are 
responsible for managing all meter/service department work by 
prioritizing and assigning service/meter requests to ensure timely 
emergency response and exceptional customer service. 

 
(2) The Logistic Coordinators communicate with Contact Center and 

Field Technicians via email, with Field Technicians accessing email 
through Bay State’s mobile data system.  Logistic Coordinators 
communicate with Operations Supervisors via the Company’s email 
and telephone systems.  

 
(3) The goals and objectives of Bay State’s Logistic Group are to 

comply with the Company’s policies and standards as they relate to 
emergency response times and to effectively communicate with the 
field workforce, operating centers, customer contact centers and 
Operations Supervisors to ensure timely completion of all daily 
assignments, while providing exceptional customer service.    



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

THIRD SET OF INFORMATION REQUESTS FROM THE DTE 
D.T.E. 06-31 

 
Date: September 14, 2006 

 
Responsible: Danny G. Cote, General Manager, Operations 

 
 
DTE-BSG 3-6 Refer to the Company’s response to BSG 1-12.  Please provide a 

copy of the schedule board which matches available manpower to 
workload, and fully describe how the schedule board functions.  

 
RESPONSE: Please see Table DTE-BSG 3-6 below for a screen print of the 

Company’s “Schedule Board”. 
 

Table DTE-BSG 3-6 

 



Bay State Gas Company 
D.T.E. 06-31 

DTE-BSG 3-6 
Page 2 of 2 

 
 

The Resource Planning department, with the aid of Bay State’s 
Customer Information System (CIS) “Schedule Board,” manages 
workload by matching available manpower with workload 
requirements.  A separate “Schedule Board” is maintained for 
each of the Company’s geographic regions and for each work type 
(i.e., meter work or service work).  The Company has three 
service territories (i.e., Brockton, Lawrence and Springfield), which 
are segmented into 13 geographic regions.  Each “Schedule 
Board” is pre-loaded with the net amount of all the meter and 
service technician labor hours available for scheduled work for a 
given day.  The net amount of hours or available time is based on 
the total amount of hours for all meter and service technicians, 
less an adjustment for planned unavailable time (lunches, breaks, 
and travel time), and time reserved to handle emergencies or 
other unplanned same day work.  

 
If a customer calls requesting service, a Customer Service 
Representative will schedule the work based on the manpower 
availability as indicated on the “Schedule Board.”  Except for 
emergency work, if manpower is unavailable for that day, given all 
the considerations referenced above, the requested work will be 
scheduled to be provided at the next available time on the 
“Schedule Board.”     



COMMONWEALTH OF MASSACHUSETTS 
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY 

 
RESPONSE OF BAY STATE GAS COMPANY TO THE 

THIRD SET OF INFORMATION REQUESTS FROM THE DTE 
D.T.E. 06-31 

 
Date: September 14, 2006 

 
Responsible: Stephen H. Bryant, President 

 
 
DTE-BSG-3-23 Refer to the Company’s response to DTE BSG-1-10 c (Supp.) at 

11. Please explain whether there were there any organizational 
events or problems that led to the issuance of an employee 
survey.  Have the results of the survey been complied?  If so, 
provide a copy of the survey results, as well as any papers, 
memos or presentations made to management associated with 
this survey.  If possible, also provide a breakdown of results for 
Bay State staff only. 

 
RESPONSE: There were no organizational events or problems that led to the 

issuance of the 2006 NiSource employee survey.  The survey was 
designed to proactively assess key aspects of the work 
environment.  

  
See Attachment DTE-BSG-3-23 (a) for a summary of the purpose 
of the survey, Attachment DTE-BSG-3-23 (b) for the survey 
results and Attachment DTE-BSG-3-23 (c) for survey results by 
Bay State Gas / Northern Utilities business units. 
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